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_® The total number of Medicaid eligible trips-provided by Call-A-Ride is estimated to
be 29,165 on an annual basis.

D. Transportation Sources:
Vehicles -

o Bi-State’s current van fleet consists of 68 vehides, of which 51 are raised-roof lift-
equipped vans and 17 are standard non-lift vans. A detailed fleet roster is attached.

e The new 1994 Ford Eldorado vehides are wide body vans with raised roofs and can seat
4 forward facing wheelchair customers and/or 12 ambulatory customers.

e Bi-State is currently purchasing 48 new wide-body raised-roof vehidles with seating for 2
forward facing wheelchair customers and/or 14 ambulatory customers. By September
1996, the entire Call-A-Ride fleet will be lift-equipped and consist of state-of-the-art
wide-body vehicles which offer excellent customer amenities. A schematic detailing
the interior and exterior of these new vehidles is attached.

o All of the vehides in the Call-A-Ride fleet are equipped with two-way radios and will
soon be equipped with Mobile Data Terminals (MDTs) for continuous and instantaneous
communication with our paratransit dispatch center. This state-of-the-art communication
equipment enables us to respond quickly to customer requests and on-street conditions
to keep customers “on time” for their important appointments.

Maintenance: ' .

e The vans used for this contract are housed at our modem Main Shop Maintenance
fadility. Maintenance is performed in a fully equipped maintenance shop located within
the fadility. The paratransit/truck shop has a full ime staff of two foremen and 12 trained
mechanics with an average of 5 years. experience each in the maintenance of paratransit
vehides. 100% of our mechanics have had formal -training through the Agency's
vocational training program incdluding spedialized training on iterns unique to our vehicles.
About 95% are also graduates of recognized Mechanic training programs.

¢ In addition to the on-site maintenance, this shop is supported by our Main Repair Facility.
This fadlity has a staff of 80 other mechanics and performs all major repairs, such as
bodywork, powertrain averhauls, and unit overhauls of over 400 different replaceable
units on the vehicles. Bi-State has mechanics on duty for road service or m-house
maintenance from 4:00am - 1:30am.

e Preventive maintenance inspections are performed at 3 000 mile intervals, with a ,
mainframe computer program keeping track of when inspections are due, as well as all
maintenance activities performed on each vehide. Copies of all of our preventive

~maintenance inspection forms are attached. All inspections- performed on Bi-State
vehides exceed the standards of local, county and state safety inspection requirements.

¢ In addition to the scheduled preventive maintenance, a pre-trip inspection is performed
by each van operator prior to going into service with the van each day. Any defects
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found are noted on defect card, and the defects are repaired when the van tums back
into the shop. In the event that safety items or items that would cause an in-service
failure are detected on the pre-trip inspection, these items are repaired prior to pull out,
or the operator is assigned a different van until repairs can be made. A copy of the
operator's defect card is also attached.

Bi-State also has a Quality Assurance Department, whose primary responsibility is to
assure that all vans are maintained in accordance with manufacturer’s recommendations.
Quality Assurance also assures that all fluid, lubricants, and replacement parts used on
the vans meet manufacturer’s specifications.

The excellence of the Agency’s paratransit maintenance program is reflected in daily
operations. The vehicles are clean inside and out, they are well maintained, and they are
reliable averaging over 50,000 miles between in-service mechanical delays.

_ Section Ill. Description of Transportation Program

. Call-A-Ride Routing/Scheduling/Dispatching Procedures:

Bi-State has aggressively incorporated state-of-the-art technology into the operations
environment to provide customers with the highest quality service possible in a
productive efficient manner.

All paratransit routing, scheduling and dispatching is done using a sophisticated computer
system that enables the Operations Staff to identify all possible trip opportunities available
for customers and optimize those trips for maximum effidency. DSS/DMS can be
assured that the services provided to clients are developed with quality as well as
efficiency in mind.

When Call-A-Ride schedulers-acoept reservations for trips, the automated routing and
scheduling system generates an estimated ‘time of pick-up and drop-off for each
passenger. Using geographically coded map coordinates, the system can calculate travel
distances and times from point to point through the course of every van route that the
requested trip might possibly fit on and display this information for the scheduler. The
scheduler can pick the most efficient van route that accommodates the needs of the
customer, in terms of pick-up times, appointment times, return times and so forth.
Our sophisticated Dispatch Center also incorporates state-of-the-art technology with

-automated trip dispatch software and Mobile Data Terminals (MDTs) which will soon be

operational in each vehide. Dispatchers send customer trips to the drivers in the field via
computer and it displays on their MDT. As the drivers perform each trip, the MDTs
automatically record key information from the vehicle odometer and clock and transmit
this back to the Dispatch Center providing us with “real time” information on each
vehicle. This data includes the “real estimated time of arrival” for each trip for every

State Plan TN# Fi-0'l Effective Date I I-olaa;gs
Supersedes TN# New Approval Date MAY O 2



Missouri Medicaid NEMT Program

Appendix A
Page 4

driver in the field enabling dispatchers to monitor trips and appointment times, and move
trips to different vehicles when necessary to keep customer trips on time.

B. Call-A-Ride Operating Procedures:

To ensure quality on-street operations Call-A-Ride has a dedicated Operations
Supervisor in the field monitoring service and responding to problems. He has
personally met with directors at the dialysis centers, medical centers, sheltered
workshops and so forth to discuss their service and address concerns. To date, the
concerns have been very few and all have been addressed.

Call-A-Ride has procedures in place to document and respond to all incidents that
occur in the field. Attached are copies of our Incident Reports: one report is filled out
by the driver documenting the incident and detail; the office report is filled out by the -
supervisory staff that followed-up on the incident and documents how the incident was
resolved.

Call-A-Ride staff also capture all comments that customer would like to make whenever
they call our offices, either at the Reservation Center, the Dispatch Center or our
business offices. Attached is a copy of our Customer Contact Report where complaints,
commendations, suggestions or inquiries are recorded. Each call is investigated and the
action taken is notated on the form.

Call-A-Ride Efficiency and Productivity:

Bi-State initiated the Call-A-Ride service in 1985 with private vendors prowdmg the
service under contract. Bi-State took over the service in 1988 and has steadily improved
the service to provide first class paratransit operations with experienced transit
professionals, state-of-the-art scheduling and dispatch technology, a modern aooessxble
fleet and exceptional maintenance. .

‘Since 1987, Bi-State has more than tripled ridership on the service from 81,400 riders
in 1987 to over 340,000 estimated for this fiscal year.

Bi-State also dramatically improved the productivity and efficiency of the service. Call-
A-Ride averages about 3 scheduled passengers per hour - which means the vans are
making passenger stops about every 10 minutes all day every day from 4am - 12am,
Service quality has been markedly improved as well. On an average month over 90% of
all trips are picked up on time.

These impressive statistics are due in large part to the professionalism of our drivers and
maintenance staff. Call-A-Ride averages 70,000 miles between accidents and 50,000
-miles between mechanical delays.
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Year
F-1990

~ Seat Cap

15 Pass

Van
1801
1802
1903
1904
1905
1906
1907
1908
19089
1910
1911
1912
1913
1914
1915
1916

F-1991

4.-W/C

Van
1925
1926
1927
1928
1929

Call:A-Ride Fleet Roster Eff 2-1-95

Year

Seat Cap

Van{

F-1990

3-W/C

Van
1951
189562
1953
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1956
1957
1958
1960
1961
1962
1963
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1965
1966
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1968
1969
1870
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1873
1974

Year Seat Cap
F-1991 3-w/C
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Ven
1875
19786
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1980

Rearl.oader
Rearl.oader

1981
1882

F/E 1994 4-W/C.

Van
4301
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4805
4806
4907
4908
4909

4810

13 P Straight Van
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4912
4913
4914
4915
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VEHICLE NO.

FORD E-350 INSPECTION

ANTIFREEZE READING

DATE (NSPECTION SERIES
WORK ORDER NO. MILEAGE
INSPECTED BY: _
(NAME) (CLOCK #) (EMPLOYEE SIGNATURE)

AWN

O O NO O

10

12
13
14
15
16
17
18
19

21

N

25

1

|
Change englne oll and filter, check coolant level, . | :
take an oil sample, record leaks. 1 X X X i
Inspect suspension and steering. ! X X ! X : J'
Lube all grease fittings, doors, & latch. ~ X X_ i X i _:
fnspect front disc brake lining, lines and hoses, : : : :
pack bearings when replacing pads at 4/32 o X X i X i
Check and adjust differential oil. X boox v x '
Inspect & adjust rear brake shoes, replace at 4/32. i_ X : X : X J _]
Inspect U-joints for plan and lube. ~ L ox X X L
Inspect shocks for leaks and proper mounting. L jl__”_*_)_(___“: X : B )_{____;_ _____________ )
Inspect exhaust, i.e., leaks, pipe condition, hangers. X X e X
Change transmisslon fluld and filter. ' \ X
Inspect drive belts, check belt tension. o { X .______ X X
Inspect coolant hoses.. : X X X : :
Replace coolant filter. o . ) G X i X l -
Check brake fluid and power steering fluid levels. ! x ! X X i
Drain_water from fuel filter. _________li' X o X X ___j
Replace fuel filter. ! X X !
Replace air filter. , __X__T,_- X1 _ .
Check all light operation inside & out, check afl glass. X X X ! ot
Check all warning light operation and delay -start system. _ X X X | _:
lnspect WIC lift & limit switch operation, check parking' ! ! i :
brake interiock. _ : X : X : X J'
Clean baltteries and battery terminals, clean and lube { ' | ‘ 1
tray sides. ' : X | X X '
Inspect first aid kit — replace if needed X X X o
Inspect FIRE EXTINGUISHER & proper mounting. ) X X X -
Check interior for defects (missing seat pins, tie downs, i
loose seats, etc.) X X X 1 !
Check heat and A/C operation. i X X X it
Check tire condition, adjust air pressure, torque lug nuts i
to_140 Ibs. | x x | x __j
WS il + Likiers
Supervisar's Signature
COMMENTS:
=03 Etfective Date L= 1= 13%

Timarsader TN#  Nely Wmaww




Incident Report for Call-A-Ride

This (o is (or use by drivers to record the details of any incident which occurs on a
vehicle wlule clients ave being Lransported. Drivers are expected to repart any and all
of these incidents which could include the rnllowmq. fights, destruction of property,
disobedience, foul language by clients, injuries resultmq while boarding and/or
alighting from the vehicle, no one at the residence Lo receive the client, etc.

Date of the Incident: Time of the Incident:

Driver's Name: . Badge #: _ Run #:

[_ocation of the Incident:

Person(s) Involved:

Injuries Yy NO

Who sustained Lthe injuries?

Description of the Incident:

Action Taken by the Oriver:

———— e o————— -

Changes that would prevent
such incident in the future:

Date of this report:

Oriver's Signature: State Plan TN# _1o™U ! - 01 - Effective Date ____L_Bg_ﬂo

Supersedes TN# New Approval Date MAY 0 2 193




FOR OFFICE USE ONLY

Date of initial response

Person initiating the response

List of parties to be

contacted (check as they are
contacted)

~ SN N NN
S

Action taken in response

to this incident

Final Dispasition

Date of Final Disposition

Capies of this report

forwarded ta:
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CALL-A-RIDE
CUSTOMER CONTACT REPORT

{0 comPLAINT

[0 commenoATION

1487

NO.

COPIES TO:

Manager

Customer Contact File

Employee File

SUGGESTION
E] AM D inaytRyY Labor Relations -
TE OF OCCURRENCE TIME PM AREA |Rallias - Burdick - Hunter
Safety
RECTION ______ LOCATION
SNQ. RUN NO. OPERATOR BADGE
STOMER'S COMMENTS:
sTION TAKEN:
SIGNED DATE
JSTOMER'S NAME RECEIVED BY DATE
TIME
0P8 REPLY TO CUSTOMER:
[J w~otneeoeo (O reauesteo
TY,STATE&ZIP _____ Stale &an-TN# Effective Date _| —| Dq_ Qv pHoNE
Supersedes TN# __ Approval Date uaY 92 1988
{ONE PHONE
Work Home

REPLY MADE BY

DATE




ON-TIME PERFORMANCE DEMAND RESPONSE
FY 1996 QUARTERLY INDICATOR

100%

06% ‘ A ' :
0O H——h—— ke X/—_‘\ 5

86%

60%

1 1 1 1 1 - | i 1 1 1

6%
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l —¥—=FY06 ACTUAL ——FYO5 ACTUAL I

HOXTHLY : ‘ CUKOLATIVE
HER { O : 199¢ 1995 4 VARIANCE : 1496 1995 t VARIANCE :
$J0LY k 0.0 : n: n: 90.0 : 0" K
<R0G0ST : 40.0 : n: .9 90.0 : 1 i
sSEPTEHBER HE 90.0 : n: 1 9.4 : (O 1.9
+0CT0BER : 90.0 : I ) 1 $0.0 - | (.9 1
SHOVEHBER : 90.0 : 91.0 : {0.07): 4.0 : 1.0 : {0.07):
sDECEHBER : $9.0 : 97.0 : (0.08): $9.8 : 7.0 : (0.07):
SJANORRY : : $0.0 : : : 94.1 : :
_SPEBROARY : : 3.0 : : : 503 :
SKARCH : : 93.0 ¢ : : 94.0-:
SAPRIL H : 92.0 : : : 93.1:
JHAY : : 90.0 : : s 93.1:
2J0KE : : 90.0 : : : 92.8 :
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THE OX-TIME PERPORKAKCE GOAL FOR FY 1996 15 90.0%
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